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State and Local Government Open ended Question 9 
Suggestions for Improvement 


1. 


tv 


1S) 


Improve Communications with public 

e Inform public of meetings 

e Publish future projects 

e Talk to the public/ local community before projects start 

e Explain the policy to the public(why the policy, who made the decision, how will it work) 
e Work with the local community , individuals and private land owners 
Improve Policy Consistency and Accountability 

e Beconsistent between Federal, State, local offices 

e Beconsistent between regional offices 

e Keep all the policies the same 

e Hold leaders/ managers accountable for decisions and policy 
Improve Land Management 

e Manage the land not the public 

e Improve multiple resource management 

e Balance the approach in land management 

e Provide better access to public lands 

e Stricter penalties for lawbreakers (not more multiple verbal warnings) 
Improve Offices and Staffing 

e Have more people in the field 

e Field office needs to be closer proximity to land not 100 miles away 
e Cut down on the bureaucracy 

e Streamline the permitting offices and information exchange 

e Improve response rate 

e Improve communicating technology (e-mail, Data processing systems)(Communications) 
e Inform public of rules and regulation changes 

Improve Information and Education 

e Go to service groups and make presentations on what the BLM is 

e Let the public know what is available and what services they provide 
e Have BLM employees better informed on projects 

e Put together a video tapes to show people recreational areas 

e More public education about their roles and responsibilities 

Good comments 

e I think they doing a good job 

e They are so helpful with us 
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BUREAU OF LAND MANAGEMENT CUSTOMER SATISFACTION SURVEY: 
STATE AND LOCAL GOVERNMENTS 


SCHULM AN, RONCA AND BUCUVALAS, INC. STUDY NO. 7349g 
145 E. 32ND STREET August 4, 1997 
NEW YORK, NEW YORK 10016 


SAMPLE FILE No. 
CATIID No. 


Interviewer: Date: 
Telephone Number: 
Sample read in: RESPONDENT NAME 

RESPONDENT TITLE 


RESPONDENT ADDRESS 
RESPONDENT TELEPHONE NUMBER 


INTRODUCTION 
Hello, I'm calling for the Bureau of Land Management of the U.S. 
Department of Interior. May I speak to (RESPONDENT NAME/RESPONDENT TITLE)? 
eS Me tees. eee! 1 SKIP TO RESPONDENT INTRODUCTION 
Not available now................. 2 SCHEDULE CALLBACK 
INosuchtperson..............: 3 
I need to speak to (RESPONDENT TITLE). Who would that be? 
RECORD FULL NAME 


Could you please connect me to him/her? 


Me ERE ee eee 1 SKIP TO RESPONDENT INTRODUCTION 
Not available now................. 2 SCHEDULE CALLBACK 
WEaTUCONNECE.. csc.5es.s-0s. 3 


RESPONDENT INTRODUCTION 


Hello, I'm calling on behalf of the Bureau of Land Management of the U.S. 
Department of Interior. The Bureau of Land Management is trying to improve it services by 
asking its customers about their experiences and opinions about BLM activities and how those 
activities might be improved? We only need about ten minutes of your time. In order to keep 
your answers completely confidential, the interviews are being conducted by an independent 
research organization, SRBI, which will not reveal the names of survey respondents to BLM. 
Could we begin now? 


No, its a bad time............. 2 SCHEDULE CALLBACK 
ReTUSCO Mia ee 3 
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1. What type of government organization do you usually represent when you contact BLM ... is 
it usually a... ? READ LIST 


State government 

County government 

City government _ 

Regional government or multiple jurisdiction 
Something else 


Pao op 


~ 


Aside from your role as a government official, in which of the following areas do you interact with 
BLM. Do you interact with BLM az............ READ LIST AND MULTIPLE RECORD 


A BLM land user 

User of BLM information 

General interest 

Neighbor to BLM land 

Interested in preservation 

Recreational user 

Commercial user (grazing, leasing, recreation, timber, etc. 
Something else 


ro mo ao op 


IF MORE THAN ONE ANSWER IN Q2, ASK Q3, ELSE GO TO Q4 
3. Which of these (ANSWERS FROM Q2) is your primary interaction with BLM? 


A BLM land user 

User of BLM information 

General interest 

Neighbor to BLM land 

Interested in preservation 

Recreational user 
Commercial user (grazing, leasing, recreation, timber, etc. 
Something else 


re hoeao sp 


4. How well would you rate BLM on communicating with you on issues that impact your activities? On a 
scale of 1 to 7, where 1 means they need major improvement and a 7 means they are excellent, where 
would you rate BLM on........... 

NEEDS MAJOR 

IMPROVEMENT EXCELLENT 

1 2 3 4 5 6 u 

a. Providing information and feedback to user groups and industries 
b. Involving public users and the community with projects 
c. Providing collaborative decision making among user groups. 


d. Providing information on changes in BLM procedures, regulations, policy, and guidance 


e. Keeping us updated on a project’s status. 
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f. Keeping us informed of proposed projects 

g. Providing explanations of BLM policies 

h. Having consistent goals and communication between BLM headquarters and field offices 

i. Having a visible presence in the field and community 

j. Promoting BLM, its employees, and its mission to the public. 

k. Everything considered, how do you rate BLM’s Sornniertion with the public? 

5. How well would you rate BLM on the following aspects of service quality and accountability? Ona 


scale of 1 to 7, where 1 means they need major improvement and a 7 means they are excellent, where 
would you rate BLM on........... 


NEEDS MAJOR 
IMPROVEMENT EXCELLENT 
sd | Z 3 4 5 6 de 


a. Having consistent procedures and guidance between districts 
b. Responding to requests in a timely manner 
c. Resolving conflicts 
d. Following through with agreements 
e. Holding employees accountable for follow-up on agreements 
f. Having personnel who reflect a positive attitude 
g. Everything considered, how would you rate BLM’s service quality and accountability 
6. Now, I’d like you to rate the following aspects of BLM’s information and education services. Ona 
scale of 1 to 7, where 1 means they need major improvement and a 7 means they are excellent, where 
would you rate BLM on........... 

NEEDS MAJOR 

IMPROVEMENT EXCELLENT 

l Z 3 4 5 6 7 

a. Providing complete, clear and consistent documents 
b. Providing simple and accurate information 
c. Having computer systems and equipment available for use 
d. Educating the public on regulations, policies, and guidance 


e. Sharing information and technology 


f. Everything considered, how do you rate BLM’s information and education services 
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7. Now, I’d like you to rate the following aspects of BLM’s resource management. On a scale of 1 to 7, 
where 1 means they need major improvement and a 7 means they are excellent, where would you rate 


NEEDS MAJOR 
IMPROVEMENT EXCELLENT 
1 2 a 4 5) 6 7 
a. Balancing the multiple uses of public lands. 
b. Protecting the resources on public lands. 
C. Allowing appropriate and reasonable access to public lands. 
d. Managing permitted operations on public lands. 
e Providing helpful technical assistance. 
-: Considering the effects of land management decisions on industries, 


communities, and individuals. 
g. Everything considered, how do you rate BLM’s resource management. 


8. Considering all the factors listed above (communication with the public; service 
quality/accountability; information and education; and resource management), how do you rate 
BLM’s performance? 


Needs Major 


Improvement Excellent 
] 2 3 4 5 6 o/ 


9. What suggestions do you have for changes that you feel would improve BLM’s performance? 


10. In what State Office, district/resource area, or Center do you come in contact with BLM most often? 
(Location) 


Thank you for your help. That completes the interview! 


ESTIMATED BURDEN STATEMENT 

The reporting burden for this form is estimated to average fifteen minutes, including the time for reviewing instructions, 
gathering and maintaining data, and completing and reviewing the form. Direct comments regarding the burden estimate 
or any other aspect of this form to the Bureau of Information Collection Clearance Officer, Bureau of Land Management, 
1849 C Street NW, Washington, DC 20240; and the Office of Management and Budget, Paperwork Reduction Act, OMB 
No. 1004-0172, Washington, DC 20503, (202) 395-7340. 


PAPERWORK REDUCTION ACT STATEMENT 

This information is being collected to provide information to the Bureau of Land Management regarding satisfaction 
among stakeholders and partners and will be used to evaluate and improve the services that BLM provides to members of 
the public. Response to this request is voluntary. No action may be taken against you for refusing to supply the 
information requested. No Privacy Act Information is being collected. 
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WHAT IS NET IMPRESSION®? 


Net Impression is a survey-based approach 
for helping companies plan improvements 
that will lead to the greatest increase in 
customer satisfaction. | Net Impression 
measurement methodology is based on a 
powerful model of how customers evaluate 
the service they receive. 


Customer perceptions of service and their 
expectations of what they will receive from 
the company are grounded in “moments of 
truth” - experiences in which customers 
come in contact with the company in some 
way. These experiences can range from 
direct reactions to the service and service 
delivery, advertising about the company or 
reading an article in the newspaper, or even 
talking to a neighbor. Expectations of 
performance can also arise from hearing 
about or using the competition’s offering. 
From their experience base, customers 
develop a mental “report card” that they 
implicitly bring with them to each service 
encounter. The product or service delivered 
by the company is compared to the report 
card criteria to determine whether quality 
service has been delivered or not. 


To plan changes that maximize the 
customers’ overall Net Impression of the 
company, management needs to understand 
the report card - how the various criteria the 
customers use to judge performance fit 
together in the customer’s mind, and where 
the company’s leverage is in improving 
customer satisfaction. 


Net Impression begins with a qualitative 
research step in which the broad expectations 
of performance (called customer service 
arenas) are defined. These customer service 
arenas explain, in the customer’s terms, what 
they feel the company should do for them. 


They can range from a fairly operational 
concern such as “Managing my account”, 
to something more abstract such as 
“Showing concern for the environment” or 
“Maintaining an_ effective business 
partnership”. Together, the customer service 
arenas amount to the company’s value 
proposition or benefit concept expressed in 


terms of what the customer expects (instead 
of what the company offers). 


Within each customer service arena, a 
number of factors called “customer value 
characteristics” (CVCs) provide additional 
detail (again, in the customers’ terms) on 
what constitutes good or bad performance 
within an arena. For example, customer 
value characteristics under an account 
management arena might include “Accurate 
bill”, “Being easy to reach”, or “Resolving 
problems quickly” - all factors that 
determine, in the customer’s mind, what 
good (or bad) performance in the Account 
Management arena might mean. 


Figure 1 illustrates the Net Impression 
framework developed for a_ utility’s 
residential market. The five customer 
service arenas show the broad areas in which 
customers said they expected service and the 
customer value characteristics define what 
constitutes good and bad performance within 
an arena. 


In the quantitative part of Net Impression, a 
computer model is used to analyze survey 
responses. The model shows, relatively 
speaking, where improvements will have the 
greatest impact on _ overall customer 
satisfaction. We use the term “leverage” to 
report relative priorities for improvement. A 
high leverage arena (or customer value 
characteristic) is one in which customers 
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are relatively dissatisfied, especially 
sensitive, or both. An improvement in a high 
leverage area will have a greater impact on 
customer satisfaction. A low leverage arena 
or customer value characteristic is one in 
which customers are relatively satisfied, not 
especially sensitive, or both. Improvements 
in a low leverage arena are not likely to have 
a big impact on customer perceptions. 


The leverage scores are useful for 
planning improvement initiatives because 
they focus the improvement effort on those 
areas that matter most to customers. 
Management can implement any number of 
changes in product/service mix, operations, 
or communications, with the assurance that 
these changes will maximize the use of 
scarce resources. By concentrating on high 
leverage areas, companies can often find 
ways to improve service and save resources 
at the same time. 


Figure 2 shows the leverage scores 
for the five customer service arenas for 
PG&E’s Sacramento Division. These scores 
indicate that the greatest leverage in that 
division’s service territory lies in 
improvements in the Account Services arena. 
Improvement efforts should be concentrated 
there while maintaining performance in the 
lower leverage areas. Figure 3 provides 
more specific guidance to the company on 
what to do to improve customer perceptions 
of account services performance. 


Apparently, customers are __ relatively 
dissatisfied with and sensitive to the 
interactions they have with the company’s 
staff regarding their bill. Perhaps training 
or improved customer communications can 
be developed to address this high leverage 
area. Similarly, Figure 4 shows. that 
improved communications in the Handling 
Outages arena would go a long way towards 
improving customer satisfaction there. 
Interestingly, customers expect outages 
occasionally, but become irritated when they 
cannot find out what is going on. 
Fortunately, improving communications 
surrounding outages is much cheaper than 
improving power reliability. 


Net Impression works because it mobilizes 
the capabilities of managers and staff and 
focuses them on the customer. The 
continuous improvement process starts right 
away, and the momentum builds with the 
initial successes as people gain confidence in 
the process and pride in their 
accomplishments. Everybody - from senior 
management to front-line customer service 
personnel - has a role to play in the effort. In 
short, PCG’s goal is to help the company 
make customer satisfaction - adding value 
faster than the competition - the way of 
doing business rather than a_ separate 
program or initiative. | 


Pacific Consulting Group 
399 Sherman Ave., Ste. 8 
Palo Alto, CA 94306 
(415) 327-8108 
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Managing permitted operations on 


public lands 
Providing helpful technical 


Protecting the resources of public 
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Balancing the multiple uses of 


public lands 
Allowing appropriate and 


reasonable access to public lands 


Page 18 


oa 
t 
a 
he 


> f es el eas | a4 i 10 were) 26s Sigiasimn tT 
is 7. 8 ri Bag 


Ripe 


+i 


=. eS = > eo r . oy * - 
ta5 3 = & | S4 o * 4 hd i 
ange] eo be pa? Bo. 23 Ree 5S. ; 
= a ‘ ; 
. 2. -. { >| = a ss ; 
at $e a aa Se et i te At ie Be age tn a rar 3 oe tee ~~ _ = = - 4. a == rs a Ne RR em ne ee 
a x oases yg i= aoe = 2 ” + - as 3 2! = eX = ! 
= = } ae _: 22. +2 <5: 'F % . sets ‘ 3 : 
‘ ee 3 : ? 4 Sena i = 

Se Ss Pr ee as be ——- a eS amet — 

& > i = ee : < : ~~ $t: + ; a 


oe 


Soe 


= 
4 
Oy 14 


; oe 
SE ee = Ret, 


] sae ees | way 


rn 
AH 'C 
! 
—) 
von er 
1 
t 
‘ 
i 
' 
~ 
7 
i 
: 
} 
| 
1 
7 
vate 
a 
* 
- 
- 
3 
* 
ws 
os 
v ce 
r 
at 
¥ 
7 i 
& 
—_ 
on ere. ADMOEDL Pea. Se ‘ 


” 
t 


a 
" 
% 
: 
il 
4a 
a 
Te ee) ee 


Ti 
i 


w 
en ed 
t 
eee heme 


Resource Management Arena 


Pa fee[sPoa 


kn] 
poe 
18.0% | 12 [10.3% | 10 


Adm 


)<etOR Seay [See UT Sw See WY eae | 


[fie [| see 


ras | Ts [ram [9 | 1 
° (1) ane |G 


Sample read-in 


aN Vee 


GEE REL ee ee ee 


mfr 


leaks arenas | seo 


5 [192% | 7 194% 


Seana 


7=EXCELLENT |} | 3.8% [1 | 2.8% | 


IMPROVEMENT 


2 
3 


Sea 


red TS | 6 | 16.7% | 


Lae Ble 


Considering the effects of land 
management decisions on industries, 
communities, and individuals 
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